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Abstract 
 
Performance management has a strong relationship with facilities management practices. The unclear information of 
the method of managing performance in higher education properties is emerged the research to be undertaken. IIUM 
Properties Facilities Management Services (IPFMS) has been entrusted to lead the new concept of out-sourcing on 
higher learning institution facilities management. Initially, IIUM Properties Sdn Bhd (IPSB) is a wholly owned 
subsidiary of IIUM Holdings Sdn Bhd was established in 2001 has team up with external company Global Facilities 
Management Sdn Bhd (GFM) as a technical partner to manage the operation and maintenance of the IIUM. In order 
to identify the relationship and the implementation of FM performance in IIUM by using the outsourcing concept, 
this research has been carried out. The objective of doing this research is to identify the method FM performance 
management in IIUM as the public university that promotes their subsidies self managed. The findings revealed that 
performance management practices is systematically established, implemented and enforced as part of their quality 
objectives achievements by introduced the performance indicators and using the four tested research variables which 
are flexibility, effectiveness, efficiency and creativity. The opinions gathered from respondents are very encouraging. 
The information is obtained from FM personnel in multiple disciplines and customer (students, ordinary staff and 
public) where the results are thoroughly analyzed. From the findings, the author anticipate that this paper would 
provide better understanding and perception to the readers as part of the FM performance management in higher 
education properties and the extent of its benefits as well. 
Keywords: Assessment; Facilities Management; Performance 
_____________ 
* Corresponding author. Tel.: + 605 3742516 / + 6 0123569753; fax: +605 3742244 
E-mail address: hasna829@perak.uitm.edu.my 
Open access under CC BY-NC-ND license.
 
© 2011 Published by Elsevier Ltd.
 Selection and/or peer-review under responsibility of Universiti Teknologi Mara Perak and Institution of
 Surveyor Malaysia (ISM) 
Open access under CC BY-NC-ND license.
285H. Hashim et al. / Procedia Engineering 20 (2011) 284 – 290H. Hashim, A. Abdullah Salleh, N. Kamarulzaman, S. Z. Hashim / Procedia Engineering 00 (2011) 000–000 
1. Introduction 
 
IIUM Properties Sdn Bhd (IPSB) is a wholly owned subsidiary of IIUM Holdings Sdn Bhd was 
established in 2001 to undertake the function of Operation and Maintenance of the International Islamic 
University Malaysia (IIUM). 
IIUM Properties Facilities Management Services (IPFMS) has been entrusted to lead the new concept 
of out-sourcing on higher learning institution facilities management. Initially, IIUM Properties Sdn Bhd 
(IPSB) has team up with external company Global Facilities Management Sdn Bhd (GFM) as a Technical 
Partner to manage the operation and maintenance starting from 2002 to 2006. The joined manage 
Facilities Management Services between IPSB and GFM was intentionally to assimilate technology 
transfer and acquire technical skill for future self manage the services. 
Accordingly, the technology transfer has been successfully addressed in the third (3rd) year of the 
Facilities Management Services outsourcing exercise whereby IPSB has directly managed the services at 
IIUM Kuantan Campus commencing 01 December 2004. The operation of Facilities Management 
Services at IIUM Kuantan Campus has successfully managed and proven through the achievement of 
Customer Satisfaction Survey (CSC) at rating of 3.17 out of 5.00, exceeding the minimum rating of 3.00 
as set in Key Performance Indicator (KPI) by the University. 
As set in their sight to provide the best service to the University, IPSB is fully committed towards 
providing quality service that exceeds customer’s expectation. IPFMS has implemented Quality Policy of 
MS ISO 9001:2000 and been certified by SIRIM QAS International Sdn Bhd under the scope of 
Provision of Facilities Management Services on 26 May 2006. 
Continuation from the success of Facilities Management Services at IIUM Kuantan Campus, on 01 
May 2005, IIUM Properties was further awarded to directly undertake the Facilities Management 
Services at IIUM Matriculation Centre, Petaling Jaya and managed to achieve the Customer Satisfaction 
Survey at rating of 3.06 and now is gearing up to obtain the ISO certification by February 2007. 
Based on proven concepts of good facilities operation and maintenance management and engineering 
principles, procedures, systems and techniques provides the key to successful overall cost effective 
operation of a large scale facilities. Generally the modus-of-operandi is based on Planned Preventive 
Maintenance (PPM), Predictive Maintenance (PdM) and Proactive Maintenance (PM) schemes. Apart 
from the well defined technical and non-technical services rendered under the FMS contract, IPSB is also 
committed to participate and advise IIUM on the planning and development of future IIUM 
infrastructures and facilities. 
Lastly, IPSB hope that IIUM community will benefit the most out of the co-sourcing exercise and look 
forward to expand the business outside the IIUM family in near future [1]. 
 
2. Organisation Philosophy 
 
Vision statement for facilities management of IIUM Properties is an organization where continuous and 
measurable improvement in service is the standard that will be recognized by the community as the 
service provider of choice. What IIUM doing; by delivering excellent service, by being a partner in 
addressing the customers' needs, by fulfilling stewardship role, and by being an innovative leader in 
facilities management. Because FM employees are the most important part of realizing their vision, they 
are committed to ensuring that facilities management is a valued and energizing place to work where 
everyone has the opportunity to contribute, learn and grow.  
The mission of IIUM Properties is responsible for the physical assets of the University to ensure a 
quality environment for students, faculty, staff and visitors in support of the university’s mission of 
teaching, research and outreach. Facilities management includes Building Services, Maintenance 
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Operations, Energy Management, Landscape, Building Systems Automation Center (BSAC) and Quality 
and Work Control. 
The values that define the organisation are excellence in their products and services, integrity in the 
actions with those they serve and with each other, accountability in the value of work and stewardship of 
the university[1].  
 
3.  Key Performance Indicator (KPI) 
 
There are 10 Key Performance Indicator (KPI) standards that have been established to monitor the 
performance of IIUM Properties Facilities Management Services. This KPI as per agreed in Technical 
Coordination Meeting 01/2008 dated 19 June 2008. There were two (2) areas of KPI that established in 
the organisation: 
1) KPI for whole operation of organisation target value 
2) KPI for technical staff target value 
Instead of having the basic 10 KPI, IIUM Properties also setting the individual KPI for all these three 
(3) category of staff: (a)Technician; (b) Supervisor; (c) Senior Supervisor; in order to assess the 
individual performance in accordance to that area they are working either at (‘mahallah’ – hostel / college 
or ‘kulliyah’ – faculty / school)[1]. 
 
4.  Review of Research Variables 
 
IIUM Properties Facilities Management Services (IPFMS) of UIA is committed to strive to the quality 
management in complying with MS ISO 9001:2008. The commitment are to provide excellent facilities 
management services professionally, striving to be a total solution provider, to emphasize on speedy 
delivery and quality performance, to meet customer’s expectation and satisfaction. Thus, it is strive to 
ensure the quality objectives, business processes and Quality Management System (QMS) are constantly 
monitored. The annually reviewed is done in ensuring the standard of the quality policy and the 
organizational goals remained [1].  
The management of IIUM Properties is conduct a lot of assessments throughout the facility economic 
life as the most common assessment are: 
1) Material Audit (Storage & Inventory) for the purpose of cost control 
2) Customer satisfaction survey 
3) Technician evaluation on performance 
 
Research Variable 1: Flexibility 
 
The IIUM Properties doesn’t experience for any workplace changes as at today. The possibility to 
contract out the works to the next parties is according to the reasonable requirement or circumstances. 
Regarding the financial strength, the budget allocation to IIUM Properties is according to the work 
loading that proposed earlier. However, it does have flexibility to alter if there has a chance if the 
materials suddenly get fluctuate due to the consideration that any budget constraint will affect the quality 
of works. 
The operation of facilities management in UIA has shown a good transformation whereby it is in 
parallel with market trend & changes through introduction of outsourcing approach is taken place the 
whole operation of campus facility. Thus, IIUM Properties Sdn Bhd – Facility Management (IP-FMS), is 
a wholly owned subsidiary of IIUM Holdings Sdn Bhd and was established in 2001 to undertake the 
function of facilities operation and maintenance at UIA. 
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The management of IIUMP Properties is considering in giving flexibility for those who interested to 
further studies during work hours. The management has introduced special incentive package in term of 
financial allowances and fees charges appropriately. Normally, the management is bearing the cost 
between 40% - 50% for each semester. 
 
Research Variable 2: Effectiveness 
 
The official working hours is between 0800 hours to 1700 hours on Monday to Friday. Request for 
services outside working hours must be made by phone to the Facilities Supervisor or respective Facilities 
Manager and followed by Work / Maintenance / Event Facilitation request forms the next working day. 
Therefore during the weekend, technician working hours is between 0800 hours to 0100 hours, while 
during examination weeks the working time is between 0800 hours until 1600 hours in rotational basis.  
Maintenance team will attend to all request officially logged by CMMS. Generally the RESPONSE 
TIME shall be as follows depending on the nature of request: 
24 hours  - Non Critical and Non Emergency situation 
12 hours  - Critical but non emergency situation 
2 hours  - Critical and emergency situation 
Within 15 min - Life threatening situation 
RESPONSE TIME is defined as the time taken by IIUM Properties personnel to attend to a request and 
not to be confused with solving the actual reported problem(s). Customer is advised to endorse the 
RESPONSE and WORK COMPLETION section of the WORK ORDER form to confirm the level of 
work delivery. 
The effectiveness of service delivery is also measured though the customer orientation towards the 
quality commitment that focuses much on these key areas: 
1) Professionalism management services 
2) Total solution provider 
3) Speed delivery & quality performance 
4) Customer expectation & satisfaction 
5) Comply with standard 
6) Review the business process, QMS, quality policy & organizational goals 
 
Research Variable 3: Efficiency  
 
The IIUM Properties Sdn. Bhd provides the customers with a single point of contact to manage all 
facilities related inquiries promptly and professionally. The numbers of staff which is under the IIUM 
Properties where based in UIA are 174 inclusive the IIUM properties manager, staff and management 
level so far. If we add on the numbers of supervisor, leader and cleaner, the numbers can achieve 400 
workers that are scattered around the campus. 
Generally, the organisation chart of IIUM Properties is developed by three (3) divisional of disciplines; 
civil & event management division, mechanical & electrical division and administration executives. It is 
lead by the facility manager. The scope of services for Facilities Management services delivery are 
categorized into two; Technical Services and Non-Technical Services. For the technical services, it 
comprised of those Plan Preventive Maintenance that consist of: 
1) Electrical system 
2) Fire system 
3) Mechanical system 
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4) Consumables / Others 
5) Minor corrective maintenance 
While, for the non-technical services, it comprised a set of list as follows: 
1) Cleaning services 
2) General waste disposal 
3) Pest control 
4) Ground maintenance 
Out of scope services (e.g. renovation, under defect liability period, new installation, etc.) will be 
forwarded to the Development Division and customers will be advised of the status by IIUM Properties. 
In normal circumstances, Development Division will liaise with relevant party to execute the necessary 
work unless otherwise advise on case-to-case basis. 
All service requests can be made by Phone Call: 03-61965417 / 5418 (Help Desk Hotline Number) or 
Fax: 03-61965416. Service request will be logged into Computerised Maintenance Management System 
(CMMS) and customer will be given a Work / Maintenance / Event Facilitation request reference 
number. Customers are advice to keep this reference number for future inquiry. Customer also report any 
non-conformances of service delivered directly to the Facilities Manager – IIUM Properties by state the 
request reference number and the name of the attending IIUM Properties personnel for immediate 
tracking and rectification. 
Customer may be required to write in officially for work / maintenance request, which involves other 
division or approval from related IIUM authorities. (Example: request to change office / secure area 
locks, renovation, upgrading work, installation of new equipment / split unit air-conditioning system etc.). 
Request that require approval from IIUM officials may not be executed immediately, however the 
requestor will be advised on the status from time to time. 
The table 1 below shows the trend of work order generated and completed as of October 2009. This is 
recent data since the latest records of 2010 were not yet summaries by management. 
 
Table 1: Trend of Work Order Generated and Completed October 2009 (Example) 
 
Year Month WO Generated WO Completed Percentage (%) Closed To Date 
(%) 
2008 Average 3,252 2,976 91.51 100 
2009 January 3,032 2,632 86.81 100 
February 2,980 2,592 86.98 100 
March 2,500 2,240 89.60 100 
April 3,080 2,660 86.36 100 
May 3,708 3,353 90.43 100 
June 3,916 3,396 86.72 100 
July 4,052 3,705 87.56 98.25 
August 3,228 3,059 94.76 98.40 
September 1,196 1,091 91.22 95.30 
October 2,044 1,852 90.61 90.61 
Average 2,974 2,658 89.11 98.26 
 
Referred to October 2009 data, in comparison with previous month, the total number of Work Order 
have increased 71% from 1,196 (September 2009) to 2,044 (October 2009). The number of Customer 
Complaint increased 78% from 985 (September 2009) to 1,750 (October 2009). The number of Customer 
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Request increased 63% from 51 (September 2009) to 83 (October 2009). Proactive Works increased 66% 
from 127 (September 09) to 211 (October 2009). Breakdown work order decreased 100% from to 33 
(September 2009) to 0 (October 2009). 
For the month of October 2009, the total work orders (WO) generated for Mahallat are 2,044 excluding 
event facilitation, comprising of 1,750 (86%) customer complaints, 83 (4%) customer requests, 0 (0%) 
breakdown request and 211 (10%) proactive maintenance works. 
To achieve the efficiency, few current forms that available in IIUM Properties are shown in the table 2: 
 
Table 2: Type of Forms Available in IUM Properties 
 
Type of Forms Description 
Maintenance Request Form To be used for any request made which can be faxed or 
personally handed to IIUM Properties Helpdesk Assistant. Use 
one form for each work request. A work request reference 
number will be given individually for each form for tracking 
purposes. 
Summary of Maintenance Form Summary of Maintenance Request Form is used to track the 
request made to IIUM Properties. Customer is advised to keep 
records of the all requests made to IIUM Properties for future 
reference. 
Work Orders To be used as verification of maintenance works. Requestor 
required certifying the maintenance works that had been carried 
out. 
Event Facilitation Request Form To be used when requesting for event facilitation services. 
Kindly fill up all information accurately as it is crucial for IIUM 
Properties event technicians to plan and prepare the required 
items accordingly. Submit all event facilitation request form 
along with details of event, layout plan, program schedule / 
agenda or other related information at least 7 days prior to date 
of event. 
 
The technology that being used in the IIUM Properties is Computerised Maintenance Management 
System (CMMS) where it is the tool employed by IPSB to plan, organize, direct and control all operation 
and maintenance activities which reflects the actual real-time data pertaining to work requests generation, 
work status, level of completion and response time. CMMS software is currently being upgrading to add 
few more modules in providing a simple template for user’s easy access. 
 
Research Variable 4: Creativity 
 
UIA is currently practiced few minor energy saving approach, for example the user suppose to switch 
off the electricity lighting during time break between 1300 hours until 1400 hours. Although it is a simple 
effort but it helps a lot the financial expenditures of office utilities. Besides, the air conditioning chiller is 
running accordingly. Hence, for any classes that conducted during the weekend, it should utilize the space 
that using a split unit of air-conditioning instead of using a centralized one that may allow wasted energy. 
For the innovation and invention project, IIUM Properties does not have any current or upcoming 
product to develop. No evidence being shown their staff contribution in any development or competition. 
UIA also does not have a specific working culture that can create the sense of supportive environment 
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into workplaces. However, in order to form a good cooperation among the staff, IIUM Properties has 
organized few activities like team building, workshop, family day, games and talk series. 
UIA defined creativity aspects by the way of doing things. For an example, UIA is creative developing 
a pleasant landscape around the campus especially the administration building. Apart from that, the IIUM 
Properties is also started to change the building fabric painting colour with the new one as the old finishes 
is getting discoloured. Few strategies were presented in order to increase the level of staff knowledge and 
upgrade the level of specialization which can help management to define any problem solving. The 
technician and supervisor schedule is planning to keep changing time to time in giving them chances to 
faced different operation either college / hostel or academic block. This change will be valid at 
approximate 6 month each. Therefore, IIUM Properties also asked their staff to be a multi-skill worker 
whereas each of staff is capable to handle two disciplines as their major and minor at one time. 
 
5.  Summary 
 
This paper comprise of how IIUM nominate a list of criteria to assess their performance. The 
performance indicators are parallel with organisation philosophy. Therefore, in order to synchronize the 
criteria, four research variables have been successful tested & most implemented. The variables are 
flexibility, effectiveness, efficiency and creativity. The important objectives here are not the separate 
criteria; an organisation has fulfill all performance criteria simultaneously. It is because the facilities are 
influence by all these four (4) criteria. Certainly, in summing up we can say that facilities management of 
IIUM has greatly influence an organisation’s performance. 
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